



m solved in 15 minutes 
ur months of trying to 
1. problem, a subscriber called 
trie Dressler (Customer/Prov­
vice Representative, Health 
. of South Florida), " ... who 
ll I was very distressed about 
with (a hospital). She took the 
explain that Health Options 
greement with the hospital 
: the hospital should not be 
) bill me ... She also offered to 
hospital) and straighten out 
the bill for me. She had the problem 
resolved within 15 minutes and called 
me back to assure me everything was 
alright. In today's world, where profes­
sionalism and compassion seem to be 
so scarce, you should be proud you 
have someone like Ms. Dressler work­
ing for your company" 
"Professional, yet pleasant" 
u ... I found Tammy Arnold (Cus­
tomer Service Representative, Medi­
care B Telecommunications) to be most 
understanding, cooperative and help­
ful. She is to be commended for her 
professional, yet pleasant attitude and 
ability to communicate clearly Miss 
Arnold is a credit to the organization ... " 
�RVICE Sheila Ausum Brian Collie 
What we're about 
"I appreciate the outstanding and 
compassionate performance of duty 
by Sandy Thomas (Customer 
Service Representative, Medicare B 
Telecommunications). She stayed 
with a difficult problem and solved 
(it) in an effective and considerate fash­
ion. I fully appreciate her most valu­
able assistance." 
Help received, help offered 
To Annette Brew (Customer Service 
Representative, ASP State Group Cor­
respondence): Thank you for all your 
help and interest in this claim ... 
Perhaps I can help you in some way 
some day " 
John Jackson 
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Spotlight on Health Options of South Florida 
E
arly last year, HOSF membership 
was at 17,600. T here were 67 
employees and 5,000 square feet of 
office space, and hospital utilization 
figures were guaranteed to send top 
management to an early grave or bring 
on a case of terminal ulcers. Fortu­
nately, with the cooperation of an 
energetic and exceptionally well quali­
fied staff, and the support of HOI cor­
porate management, potentially 
serious trends have been reversed 
without sacrificing growth or quality 
A picture is worth a thousand 
words, and the graphs accompanying 
this article are particularly descriptive. 
South Florida is a great market. 
T wenty-eight HMOs compete for 
market share-of major cities, only 
Chicago and Los Angeles have more. 
In the past 15 months, HOSF member­
ship has grown by 300 percent and 
continues to grow. In May 1986 enroll­
ment was 20,600; as of July 1 it was 
just over 62,000. Admittedly, several 
unusual factors contributed to the May 
comparisons, but they're negated by 
the sustained growth pattern. 
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Staff has almost doubled during 
the past year and, with several posi­
tions still unfilled, HOSF staff in all 
three counties is 125. Office space has 
expanded to 15,000 square feet, with 
negotiations continuing for added, 
by Richard M. Smith, Executive Director 
desperately needed accommodations. 
Even more important, this growth 
and expansion has not been accom­
plished at the expense of a positive 
bottom line. 
HOSF COMMERCIAL BED DAYS/1000 MEMBERS 
600-------------------, 
JUNE 1986 JUNE 1987 EST. 
HOSF is a very profitable part of 
Blue Cross and Blue Shield of Florida, 
and our bottom line looks better each 
month. Overall, this enhances the cor­
porate image and supports our goal to 
win in the marketplace. 
Several major factors have affected 
the positive trends· achieved by HOSF. 
Hospital utilization days were among 
the nation's highest, and the HOSF 
balance sheet reflected a steady drain 
on our precious health care dollars. 
Strong pre-certification, utilization 
control and discharge planning pro­
grams were instituted with drama­
tic results. 
By reducing in-patient days per 
1,000 members from 480 commercial 
and 2,800 Medicare in May 1986 
(Continued on page 2) 
Otis is appointed chief 
financial officer 
K:enneth C. Otis I I  has been 
appointed senior vice president and 
chief financial officer of Blue Cross and 
Blue Shield of Florida. He'll be respon­
sible for actuarial, underwriting, finance 
and corporate planning, reporting to 
the president. 
Otis comes from the Colonial Penn 
group in Philadelphia. During his 13 
years there, he held various positions 
that included vice president and senior 
vice president of marketing and senior 
vice president of operations. Most 
recently, Otis served as executive vice 
president and was responsible for 
Colonial Penn's life, health and finan­
cial services companies. 
From 1968 to 1974, Otis held several 
positions in marketing and finance for 
American Airlines in New York City He 
previously had served as a lieutenant in 
the U.S. Navy and was a Naval flight 
officer. After receiving his bachelor of 
arts degree from Yale University, Otis 
earned his master of business adminis­
tration from the Harvard Graduate 
School of Business Administration. 
Kenneth 
C. Otis II 
2 
Spotlight on Health Options (Continued from page 1) 
to 400 and 2)00, it's been possible 
to attain a dramatic cost reduction 
that translates into hundreds of 
thousands of annualized dollars saved 
for the company The Pre-Cert/UR 
team of Dr. Jody Brown, Dr. Bryan 
Latham, Paul Marineau, Linda Cataldo 
and their hard working staff deserve 
the credit for this outstanding 
accomplishment. 
HOSF MEDICARE BED DAYS/1000 MEMBERS 
4000r-------------------. 
JUNE 1986 JUNE 1987 EST. 
Another major, seemingly uncon­
trollable drain on our financial 
resources was identified. About 45 
percent of all physician expenditures 
were fee-for-service payments to hos­
pital based physicians, non-contracting 
specialists and special interest primary 
care groups. All of this combined to 
create a "wide open spigot" effect on 
health care dollars. 
A new, full-risk, all capitated con­
tract was begun in November 1986 for 
Primary Care Physicians, and a new 
specialist fee schedule was started in 
December. Medical expenses as a per­
centage of revenue have dropped from 
96 percent of premium to 86 percent, 
consistent with national HMO stan­
dards. Credit for this significant step 
forward also must go to the following 
staff members who were involved in 
one-on-one contacts with physicians: 
Dr. Robert Ailes, David Weisman, 
Valerie Temkin, Elizabeth Peralta, 
Beverly Parmet, Mary Nutter and the 
Provider Relations support staff. 
In conjunction with the physician 
agreements, HOSF entered into aggres­
sive, innovative, financial negotiations 
with hospitals and hospital based phy­
sicians. Through these improved con­
tractual arrangements, the average 
hospital per diem cost has dropped 
from $720 to $640 for commercial 
days and from about $585 to $525 
for Medicare. 
It's important to note that while 
cost control is vital to financial success, 
it has never been (and never will be) 
accomplished at the expense of qual­
ity, and Beverly Norris serves as the 
"corporate conscience" to ensure 
adherence to this policy She manages 
the HOSF Quality Assurance/Risk 
Management and Grievance Resolu­
tion programs, produces the monthly 
internal newsletter and serves as 
co-editor of the quarterly magazine 
Health talk. 








JUNE 1986 JUNE 1987 EST. 
During the past year, under the 
guidance of John Arfanis, Ralph 
Cabrera, Jeff Kalish and an outstanding 
marketing support staff, the HOSF 
marketing department has become 
increasingly professional. This is fur­
ther evidenced by the correlation 
between the department's develop­
ment and its successes. There were 84 
commercial groups in May 1986 and 
302 a year later, 27 of which are dual 
options with BCBSF. Besides the cur­
rent 35,000 contracts, an additional 
2,500 contracts have been closed for a 
July 1 effective date. 
The Medicare and More program 
with Sandy Hamilton, Shelly Spivak 
and Bobbi Huffman has been one of 
HOSF's more dramatic success stories. 
With its expansion into Broward 
County and increased advertising and 
staffing activity, membership has gone 
from 1,200 in May 1986 to 12,000 in 
June 1987, with only 3,500 coming 
from IMC. 
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JUNE 1987 EST. 
The foregoing doesn 1t do full justice 
to many employees "in the trenches" 
who contribute heroically to meeting 
daily challenges. Increased member­
ship and growth have a high price and 
place even greater demands on the 
support staff. While it's impossible to 
mention each by name, many key 
employees form the backbone of 
HOSE In Finance
1 




Sarice Campanella, David Diaz, 
Stephen Rehm and the excellent 
accounting team. 
In Claims, where incoming mail 
tops 1,000 pieces a day, Maria Perez, 
Pauline Anderson, Josephina Villagra, 
Chris Blumberg and Linda Fritsche 
provide guidance to the team of exam­
iners and clerks. The Customer Service 
Department was non-existent in 
March 1986. Now, under the able 
supervision of Ruth Chambers and 
Beverly Agbeh, and with eight repre­
sentatives, more than 600 calls are 
handled daily. 
It's very gratifying to be part of this 
dynamic team. Hopefully, our "man­
aged growth" will continue and 
BCBSF will increase its penetration 
of the HMO marketplace in South 
Florida. Our goal is to be the largest 
HMO in South Florida by early 1988. 
With continued corporate support, we 
are confident we'll succeed. 
Richard M. Smith 
Design Group resolves issues and develops management ! 
T
he ability to resolve corporate 
issues and the development of 
management skills are two vital ele­
ments of a successful business. At 
Blue Cross and Blue Shield of Florida, 
a vehicle exists to achieve both of 
these corporate objectives-the 
Design Group. 
Currently made up of 12 members 
serving 12- to 18-month terms and 
representing a cross-section of divi­
sions and management levels, the 
Design Group identifies divisional or 
corporate concerns and helps to effect 
organizational changes that resolve 
those issues. 
Design Group may accept assign­
ments from Executive Staff or the 
Group can identify issues on its own. 
It gathers information through the 
informal interaction of its members 
with other employees and through for­
mal processes, such as surveys and 
two-way communication meetings. 
Design Group then works to resolve 
the issue at the lowest possible level in 
the organization. The Group's input 
has been sought on a range of issues, 
including the employee attitude survey, 
corporate food and beverage policy 
and communications regarding the 
purchasing of hospital services. 
Equally as important to Design 
Group as resolving corporate issues is 
developing the individual management 
skills of its members. They learn the 
skills necessary for effectively operat­
ing as a member of a group and they 
learn how to handle a variety of group 
PROFILE 
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Printing, Corporate Print Shop 
Profile newsletter is published weekly bx 
the Corporate Communications staff of 
Blue Cross and Blue Shield of Florida. All 
rights are reserved. Th.is newsletter or parts 
iliereof may not be reproduced in any form 
without permission from the publisher, 
copyright ©1987, Blue Cross and Blue 
Shield of Florida, Jacksonville, Florida. To 
submit information, contact the editor, 
Corporate Communications, 791-8664. 
roles, such as leader, observer and 
recorder. Members also identify their 
personal strengths and weaknesses 
and use Design Group to develop their 
leadership skills. 
"The purpose of Design Group is 
two-fold," said member Jeff Wollitz. 
"One is to play a meaningful part in 
the company's decision making, policy 
setting and goal formulation. The 
other is to give members the skills and 
experience to become even more valu­
able members of the organization." 
Employees who would like to iden­
tify an issue or who would like more 
information about Design Group 




HCA withdraws CHAMPUS bid 
Hospital Corporation of America has 
withdrawn from the competition to 
administer health care coverage for 
military retirees and dependents. Just 
before the May 27 deadline to submit 
bids, Congress passed a bill prohibiting 
the Pentagon from awarding more 
than one contract to any one bidder. 
HCA had teamed up and bid on two 
contracts with two BCBS Plans-BCBS 
of South Carolina for the Florida­
Georgia contract and Hawaii Medical 
Service for the California-Hawaii con­
tract. Defense Department officials 
have indicated they may award con­
tracts sooner than October 1 because 
of so few proposals and because 
they' ve been criticized for allowing so 
little implementation time for a 
January 1, 1988 start-up date. 
Members are Mike Cascon 
Executive Staff, Ext. 6115; Ela 
Cassala, IS&O, 6329; Michae 
Safety and Security, 8615; Hi] 
McLaughlin, HMO Operatior 
Charlie Menzel, Internal Aud 
Yvonne Park, Private Business 
6865; Ronnie Rountree, Privat 
ness Operations, 6084; Karen 
Medicare B, 6871; Don Van D 
Customer Relations, 6381; Jue 
Actuarial and Underwriting, ( 
Jack Wilson, Medicare A, 739-
and Jeff Wollitz, Corporate Cc 
cations and Advertising, 6192 
Survey measures 
feelings on insurance 
A recent consumer survey inc 
that 60 percent of Americans 
higher insurance premiums fc 
exposed to AIDS, and 80 perc 
would voluntarily take confid 
AIDS tests in applying for ins 
Of the 1,000 heads of househ 
ied, 70 percent felt smoking sl 
a factor in setting life insurani 
and 60 percent said heart dise 
should be a factor. Sixty-threE 
said the U.S. government sh01 
develop some form of nationa 
insurance; almost 48 percent 1 
respondents preferred that th( 
ment require private health ir 
for all individuals. 
Seventy-eight percent of res 
said they had employer-spans 
health coverage, 46 percent sa 
had more than one option, an 
cent said they were "well info 
about their health care option 
survey found that the most in 
factor for consumers in selecti 
insurance company is cost, fo 
by coverage, and then fast anc 
claims service. 
We provide superior service to our customers when 
2. We project a competent and professional image 
We exhibit that we are knowledgeable and proficient, and instill cc 
fidence in our customers that we meet their needs and will continue to 
in the future. 
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It's important to note that while 
cost control is vital to financial success, 
it has never been (and never will be) 
accomplished at the expense of qual­
ity, and Beverly Norris serves as the 
"corporate conscience" to ensure 
adherence to this policy She manages 
the HOSF Quality Assurance/Risk 
Management and Grievance Resolu­
tion programs, produces the monthly 
internal newsletter and serves as 
co-editor of the quarterly magazine 
Health talk. 
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During the past year, under the 
guidance of John Arfanis, Ralph 
Cabrera, Jeff Kalish and an outstanding 
marketing support staff, the HOSF 
marketing department has become 
increasingly professional. This is fur­
ther evidenced by the correlation 
between the department's develop­
ment and its successes. There were 84 
commercial groups in May 1986 and 
302 a year later, 27 of which are dual 
options with BCBSF. Besides the cur­
rent 35,000 contracts, an additional 
2,500 contracts have been closed for a 
July 1 effective date. 
The Medicare and More program 
with Sandy Hamilton, Shelly Spivak 
and Bobbi Huffman has been one of 
HOSF's more dramatic success stories. 
With its expansion into Broward 
County and increased advertising and 
staffing activity, membership has gone 
from 1,200 in May 1986 to 12,000 in 
June 1987, with only 3,500 coming 
from IMC. 
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The foregoing doesn't do full justice 
to many employees "in the trenches" 
who contribute heroically to meeting 
daily challenges. Increased member­
ship and growth have a high price and 
place even greater demands on the 
support staff While it's impossible to 
mention each by name, many key 
employees form the backbone of 
HOSE In Finance, Nick Stam, Glen 
Larson, Tom Wolf, Jean Renazile, 
Sarice Campanella, David Diaz, 
Stephen Rehm and the excellent 
accounting team. 
In Claims, where incoming mail 
tops 1,000 pieces a day, Maria Perez, 
Pauline Anderson, Josephina Villagra, 
Chris Blumberg and Linda Fritsche 
provide guidance to the team of exam­
iners and clerks. The Customer Service 
Department was non-existent in 
March 1986. Now, under the able 
supervision of Ruth Chambers and 
Beverly Agbeh, and with eight repre­
sentatives, more than 600 calls are 
handled daily 
It's very gratifying to be part of this 
dynamic team. Hopefully, our "man­
aged growth" will continue and 
BCBSF will increase its penetration 
of the HMO marketplace in South 
Florida. Our goal is to be the largest 
HMO in South Florida by early 1988. 
With continued corporate support, we 
are confident we' ll succeed. 
Richard M. Smith 
Design Group resolves issues and develops management skills 
T
he ability to resolve corporate 
issues and the development of 
management skills are two vital ele­
ments of a successful business. At 
Blue Cross and Blue Shield of Florida, 
a vehicle exists to achieve both of 
these corporate objectives-the 
Design Group. 
Currently made up of 12 members 
serving 12- to 18-month terms and 
representing a cross-section of divi­
sions and management levels, the 
Design Group identifies divisional or 
corporate concerns and helps to effect 
organizational changes that resolve 
those issues. 
Design Group may accept assign­
ments from Executive Staff or the 
Group can identify issues on its own. 
It gathers information through the 
informal interaction of its members 
with other employees and through for­
mal processes, such as surveys and 
two-way communication meetings. 
Design Group then works to resolve 
the issue at the lowest possible level in 
the organization. The Group's input 
has been sought on a range of issues, 
including the employee attitude survey, 
corporate food and beverage policy 
and communications regarding the 
purchasing of hospital services. 
Equally as important to Design 
Group as resolving corporate issues is 
developing the individual management 
skills of its members. They learn the 
skills necessary for effectively operat­
ing as a member of a group and they 
learn how to handle a variety of group 
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the Corporate Communications staff of 
Blue Cross and Blue Shield of Florida. All 
rights are reserved. This newsletter or parts 
tnereof may not be reproduced in any form 
without permission from the publisher, 
copyright ©1987, Blue Cross and Blue 
Shleld of Florida, Jacksonville, Florida. To 
submit information, contact the editor, 
Corporate Communications, 791 -8664. 
roles, such as leader, observer and 
recorder. Members also identify their 
personal strengths and weaknesses 
and use Design Group to develop their 
leadership skills. 
''The purpose of Design Group is 
two-fold," said member Jeff Wollitz. 
"One is to play a meaningful part in 
the company's decision making, policy 
setting and goal formulation. The 
other is to give members the skills and 
experience to become even more valu­
able members of the organization." 
Employees who would like to iden­
tify an issue or who would like more 
information about Design Group 




HCA withdraws CHAMPUS bid 
Hospital Corporation of America has 
withdrawn from the competition to 
administer health care coverage for 
military retirees and dependents. Just 
before the May 27 deadline to submit 
bids, Congress passed a bill prohibiting 
the Pentagon from awarding more 
than one contract to any one bidder. 
HCA had teamed up and bid on two 
contracts with two BCBS Plans-BCBS 
of South Carolina for the Florida­
Georgia contract and Hawaii Medical 
Service for the California-Hawaii con­
tract. Defense Department officials 
have indicated they may award con­
tracts sooner than October 1 because 
of so few proposals and because 
they' ve been criticized for allowing so 
little implementation time for a 
January 1, 1988 start-up date. 
Members are Mike Cascone, 
Executive Staff, Ext. 6115; Elaine 
Cassala, IS&O, 6329; Michael Legan, 
Safety and Security, 8615; Hilda 
McLaughlin, HMO Operations, 8429; 
Charlie Menzel, Internal Audit, 6508; 
Yvonne Park, Private Business Claims, 
6865; Ronnie Rountree, Private Busi­
ness Operations, 6084; Karen Tingen, 
Medicare B, 6871; Don Van Dyke, 
Customer Relations, 6381; Judy Vieren, 
Actuarial and Underwriting, 6986; 
Jack Wilson, Medicare A, 739-6190; 
and Jeff Wollitz, Corporate Communi­
cations and Advertising, 6192. 
Survey measures 
feelings on insurance 
A recent consumer survey indicated 
that 60 percent of Americans favor 
higher insurance premiums for anyone 
exposed to AIDS, and 80 percent 
would voluntarily take confidential 
AIDS tests in applying for insurance. 
Of the 1,000 heads of households quer­
ied, 70 percent felt smoking should be 
a factor in setting life insurance rates 
and 60 percent said heart disease 
should be a factor. Sixty-three percent 
said the U.S. government should 
develop some form of national health 
insurance; almost 48 percent of those 
respondents preferred that the govern­
ment require private health insurance 
for all individuals. 
Seventy-eight percent of respondents 
said they had employer-sponsored 
health coverage, 46 percent said they 
had more than one option, and 79 per­
cent said they were "well informed" 
about their health care options. The 
survey found that the most important 
factor for consumers in selecting an 
insurance company is cost, followed 
by coverage, and then fast and fair 
claims service. 
We provide superior service to our customers when . . .  
2. We project a competent and professional image 
We exhibit that we are knowledgeable and proficient, and instill con­
fidence in our customers that we meet their needs and will continue to do so 




Problem solved in 15 minutes 
After four months of trying to 
resolve a problem, a subscriber called 
AnaMarie Dressler (Customer/Prov­
ider Service Representative, Health 
Options of South Florida), " . . .  who 
could tell I was very distressed about 
this bill with (a hospital). She took the 
time to explain that Health Options 
has an agreement with the hospital 
and that the hospital should not be 
trying to bill me . . .  She also offered to 
call (the hospital) and straighten out 
the bill for me. She had the problem 
resolved within 15 minutes and called 
me back to assure me everything was 
alright. In today's world, where profes­
sionalism and compassion seem to be 
so scarce, you should be proud you 
have someone like Ms. Dressler work­
ing for your company." 
"Professional, yet pleasant" 
" . . .  I found Tammy Arnold (Cus­
tomer Service Representative, Medi­
care B Telecommunications) to be most 
understanding, cooperative and help­
ful. She is to be commended for her 
professional, yet pleasant attitude and 
ability to communicate clearly. Miss 
Arnold is a credit to the organization . . .  " 
SERVICE Sheila Ausum Brian Collie 
What we're about 
"I appreciate the outstanding and 
compassionate performance of duty 
by Sandy Thomas (Customer 
Service Representative, Medicare B 
Telecommunications). She stayed 
with a difficult problem and solved 
(it) in an effective and considerate fash­
ion. I fully appreciate her most valu­
able assistance." 
Help received, help offered 
To Annette Brew (Customer Service 
Representative, ASP State Group Cor­
respondence): Thank you for all your 
help and interest in this claim . . .  
Perhaps I can help you in some way 
some day." 
John Jackson 
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E
arly last year, HOSF membership 
was at 17,600. There were 67 
employees and 5,000 square feet of 
office space, and hospital utilization 
figures were guaranteed to send top 
management to an early grave or bring 
on a case of terminal ulcers. Fortu­
nately, with the cooperation of an 
energetic and exceptionally well quali­
fied staff, and the support of HOI cor­
porate management, potentially 
serious trends have been reversed 
without sacrificing growth or quality. 
A picture is worth a thousand 
words, and the graphs accompanying 
this article are particularly descriptive. 
South Florida is a great market. 
Twenty-eight HMOs compete for 
market share-of major cities, only 
Chicago and Los Angeles have more. 
In the past 15 months, HOSF member­
ship has grown by 300 percent and 
continues to grow. In May 1986 enroll­
ment was 20,600; as of July 1 it was 
just over 62,000. Admittedly, several 
unusual factors contributed to the May 
comparisons, but they' re negated by 
the sustained growth pattern. 
HOSF TOTAL MEMBERSHIP 
(Thousands) 
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Staff has almost doubled during 
the past year and, with several posi­
tions still unfilled, HOSF staff in all 
three counties is 125. Office space has 
expanded to 15,000 square feet, with 
negotiations continuing for added, 
by Richard M. Smith, Executive Director 
desperately needed accommodations. 
Even more important, this growth 
and expansion has not been accom­
plished at the expense of a positive 
bottom line. 
in � 
HOSF COMMERCIAL BED DAYS/1000 MEMBERS soo-----------------.... 
JUNE 1 986 JUNE 1 987 EST. 
HOSF is a very profitable part of 
Blue Cross and Blue Shield of Florida, 
and our bottom line looks better each 
month. Overall, this enhar 
porate image and support! 
win in the marketplace. 
Several major factors ha 
the positive trends achieve 
Hospital utilization days v, 
the nation's highest, and tl 
balance sheet reflected a st 
on our precious health care 
Strong pre-certification, ut 
control and discharge plan 
grams were instituted wit 
tic results. 
By reducing in-patient c 
1 ,000 members from 480 1 
and 2,800 Medicare in Ma 
(Continue, 
Otis is appointed chie 
financial officer 
Venneth C. Otis II has been 
1' appointed senior vice president and 
chief financial officer of Blue Cross and 
Blue Shield of Florida. He'll be respon­
sible for actuarial, underwriting, finance 
and corporate planning, reporting to 
the president. 
Otis comes from the Colonial Penn 
group in Philadelphia. During his 13 
years there, he held various positions 
that included vice president and senior 
vice president of marketing and senior 
vice president of operations. Most 
recently, Otis served as executive vice 
president and was responsible for 
Colonial Penn's life, health and finan­
cial services companies. 
From 1968 to 1974, Otis held several 
positions in marketing and finance for 
American Airlines in New York City. He 
previously had served as a 
the U.S. Navy and was a l\  
officer. After receiving his 1 
arts degree from Yale U niv1 
earned his master of busirn 
tration from the Harvard C 
School of Business Admini: 
